


 

 

 

• 311 is a One Stop, One Call 3 digit number for all 
citizens and employee requests for services, 
answers, and direction.  

 

• Memphis 311 Launched January 16, 2013.  

 
 

About 311 



 Citizens can contact  311 by: 

   Phone – 311 or 901-636-6500 

   See Click Fix (SCF) mobile and website app   

   In person – 125 N. Main Street, Suite 438 

 

 The 311 number is active for use in Memphis and Shelby 
County. 

 

 311 can currently be used by citizens calling from any AT&T 
and Time Warner landline and by cellphone users who 
subscribe to AT&T, Sprint, Verizon, T-Mobile and Cricket 
Wireless.  
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The mission of Memphis 311 is to provide optimum 

customer service and a positive experience to both 

our internal and external customers. In order to 

create a more efficient local government, we provide 

accessible information about City services and also 

help agencies provide an effective response to 

service requests in a timely and accurate manner.  

We will engage citizens and customers with respect, 

honesty, courtesy, and knowledgeable assistance on 

every call.   

Our Mission 



• The City operated the Mayor’s Citizen Service Center (MCSC), 
which was the City’s call center for City Services. 

 

• But with the combination of the MCSC and other operating 
departments taking calls, the city has over 400 phone 
numbers where citizens could access information on a daily 
basis. 

 

Caller         9-1-1 

 

Caller           Non-Emergency Police 

 

Caller                  Mayor’s Citizens Service Center 

 

Caller                    400 other Citywide phone #’s 

 

Before 311 
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• While the MCSC was the catalyst for solving our customer 

service needs, there were still gaps needing to be 
addressed to effectively respond to citizen concerns.  

 

 A citizen could possibly call multiple phone numbers, 
multiple times to accomplish one task. 

 

 Every department did not use Oracle CRM as the tool that 
is available to track and assess the requests and needs of 
citizens. 

Why 311? 



• Provides the public with quick easy access to government services 
and information. 

 

• Reduces the point of contact for non-emergency information and 
services. 

 

• Provides citizens with multiple communication outlets (phone, 
online and/or in person).  

 

Caller        9-1-1 

 

 

Caller        Non-Emergency Police 

            901-545-2677(COPS) 

 

Caller                          311 
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311 Benefits to Citizens 



Citizen Service Request Workflow 
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Requests are closed out once Resolution is complete 

Departments monitor service request progress and additional resolution  

activities can be assigned 

Work Crews respond as needed 
Every Service request is assessed differently Every Service Request has a different time of resolution 

Department staff immediately receives all new service requests and reviews 
them in the order they are received 

A Service Request is Created and Routed to the proper Department 
Caller receives Service Request Number 

Call Agent Enter Service Request Details 
Caller information is entered into a tracking system Complaint details are entered into a tracking system 

Caller Calls the 311 Call Center 
311 636-6500 



 
• Average Call Time: 2 minutes 30 

seconds 

 

• Number of Answered Calls: 139,544 

 

• Total Number of Service Requests 
entered: 186,129 

Phone-  156,725  (84% of total requests) 

Online-  17,177    (16% of total requests) 

 

Data from  
July 1, 2014 - June 30, 2015 



Top 10 Service 
Requests 

 
1.Weeds Vacant Houses 
2.Weeds Vacant Lot 
3.Cart Repair 
4.Picker Pile 
5.Curbside Pickup 
6.Garbage Missed 
7.Sewer Backup 
8.Sewer Misc. 
9.New Start garbage 
10.Potholes  

 
 

Data from  
July 1,2014 –June 30, 2015 
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311 FAQ’s 
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1. How do I obtain an additional garbage cart? 
  

You can obtain an additional green cart by calling 311. An application will then be forwarded to you for a lease cart. The 
cart will be delivered with a lease  sticker on the 2nd cart. An additional $5 will reoccur monthly on your MLGW bill for the  
lease cart.  
  

  

2.  Are there certain materials that are not allowed for curbside pickup? 
  

Yes, debris such as sheet rock, bricks, tiles, and paint are not allowed for curbside pickup.  
  

3. Are there any landfills available for Solid Waste customers? 
  

Yes, Memphis has two (2) landfills accessible for Solid Waste customers. 

  

North Landfill  (901) 872-7258 

South Landfill  (901) 794-8070 
 

4.  I am a new resident; why am I having a difficult time obtaining a garbage cart? 
  

New residents will receive a garbage cart only if they have already moved into the residence, their utilities are turned on 
and there is no cart already at the place of residence.  
  

5. Am I allowed to park vehicles on the grass of my property? 
  

No, in residential neighborhoods vehicles are not allowed on the grass. Vehicles can only be parked on concrete or gravel.  
Commercial vehicles are NOT ALLOWED to be parked in residential neighborhoods at all.  

 



 Downloaded from (App Store and 
Android ) 

 Allows user to report problems 
and take photos of the problem 

 User will receive a service request 
number 

 Citizens are able to ask Questions 
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See Click Fix(SCF)-Memphis 311 



 



 



 mapview2.memphistn.gov/iTracker  
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311 Call Center 
Contacts 

 

Carolyn Malone, Supervisor 

 

Office Phone:901-636-8701 

 

Email address: carolyn.malone@memphistn.gov  

 
 

Valentina Henao- Bilingual Outreach Agent 

 

Office phone: 901-636-8703 

 

Email address: valentina.henao@memphistn.gov  

 

    

mailto:Valentina.henao@memphistn.gov


QUESTIONS 

23 


